A MITEL
PRODUCT
GUIDE

MiContact Center Enterprise
ACD User Guide

Release 9.7
Document Version 1.0

December 2023

b0 Mitel

Powe



ACD - User Guide

Notices

The information contained in this document is believed to be accurate in all
respects but is not warranted by Mitel Networks™ Corporation (MITEL®).

The information is subject to change without notice and should not be construed
in any way as a commitment by Mitel or any of its affiliates or subsidiaries. Mitel
and its affiliates and subsidiaries assume no responsibility for any errors or
omissions in this document. Revisions of this document or new editions of it
may be issued to incorporate such changes. No part of this document can be
reproduced or transmitted in any form or by any means - electronic or
mechanical - for any purpose without written permission from Mitel Networks
Corporation.

Trademarks

The trademarks, service marks, logos and graphics (collectively “Trademarks”)
appearing on Mitel's Internet sites or in its publications are registered and
unregistered trademarks of Mitel Networks Corporation (MNC) or its
subsidiaries (collectively "Mitel") or others. Use of the Trademarks is prohibited
without the express consent from Mitel. Please contact our legal department at_
legal@mitel.com for additional information. For a list of the worldwide Mitel
Networks Corporation registered trademarks, please refer to the website:
http://www.mitel.com/trademarks.

® ™ Trademark of Mitel Networks Corporation

© Copyright 2023, Mitel Networks Corporation All rights reserved


mailto:legal@mitel.com
mailto:legal@mitel.com
http://www.mitel.com/trademarks.

MiContact Center Enterprise ACD User Guide

INTRODUCTION TO MICC ENTERPRISE ACD

MiCC Enterprise ACD is a set of XML scripts that enables MiCC Enterprise Phone Agents to
log on as a call center agent using a Soft key button on their MX+ONE registered SIP
terminal. The XML scripts have abeen verified to work on the 6867i, 6869i and 6873i and the
6920, 6930 and 6940 SIP terminals.

Another button on the phone is used to change the status of the logged on agent between
Ready and Not Ready. The LED associated with the buttons will indicate the status of the
agent:

e Logon/Logoff LED is on: Agent is Logged Off
e Logon LED is off: Agent is Logged On
o Ready/Not Ready LED is on: The agent is Not Ready

o Ready/Not Ready LED is off: The agent is Ready

A third button on the phone can be used to display a snapshot of the Service Group real-time
statistics. The data shown is:

o Number of calls currently in Service Group queue

e Longest wait time in Service Group queue

¢ Number of Logged on agents servicing the Service Group

o Number of Logged On and Not Ready agents servicing the Service Group

¢ Number of Logged on, Ready and Idle agents servicing the Service Group queue

When the MiCC Enterprise agent receives a service call then an XML script is used to display
Service Group name information to the agent.
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INSTALLATION

All necessary files are installed by the MiCC Enterprise server installation.

@' Note: Itis a prerequisite to have the VC++ 2012 run time libraries installed on the 1IS
server. They are included in the External folder on the Media Kit (DVD).

The main functionality of MiCC Enterprise ACD is implemented in a web application that is
installed on the IIS server together with the other MiCC Enterprise web services such as the
Logon web service and the Report web service etc. The web application is developed in PHP
using the Mitel XML API SDK.

Note: PHP-CGI is used on the IIS server so make sure CGI support is enabled on
the IS server.

If the MiCC Enterprise web services are installed on a different server than the MiCC
Enterprise Agent Service then the MiCC Enterprise ACD web application needs to be re-
configured to connect to the MiCC Enterprise server where the MiCC Enterprise Agent
Service is installed. In this case the solidus_acd.conf file for MiCC Enterprise ACD needs to
be updated. This can be done using e.g. Notepad.

1. Start Notepad and open the file <MiCC Enterprise Installation
Path>/Services/Web/SolidusACD/config/solidus_acd.conf

2. Find the section [Agent_service] and change localhost to the IP address of the MiCC
Enterprise server (where the MiCC Enterprise Agent Service is installed).

E/ Note: When upgrading or re-installing the MiCC Enterprise server, first backup the
solidus_acd.conf file since it will be overwritten during installation.
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CONFIGURATION

SYSTEM CONFIGURATION

ENABLE PHONE AGENT EVENTS IN THE AGENT SERVICE API

In order for the MiCC Enterprise server to send out necessary Phone Agent information from
the server to the XML page the System properties of the MiCC Enterprise server needs to be
configured. Start Configuration manager and enter the System Properties. Click on Advanced
and make sure the check box for ‘Send Events for Phone Agents to Broadcast Interface in
set:

Contact Center System Properties - Advanced

General | E-mail I Phone Agent I Site Corfiguration I

Port:

Madmum Routers:

Network Card IP Address:

| Y A 0 0

e
¥ Send Events for Phone Agents to

I .
Broadcast Interface I

— Report
Duration before Sending Same Alam: 0= :
10 BEI0rE SEnding Same e 30: 40 2} fmss) [ Alow Printing of Scheduled Reports
Keep Prefemed Agent Table for: |2 (Hours)
Archive Interval: |5 minutes vl

Maximum Attempts on Failed Overflow: |2|} =1

I |
Default Service Group for lﬁ
Web Callback:

— Broadcast P — Diagnostic Log

IP Address: 0 0 o . o ¥ Activate Report Data Log

Maximum Mumber of Messages:

Maxdimum Mumber of Log Files:

ISDDDD
ISD

—Open Media Interface

¥ Require Authentication

S

7

0K

Cancel Help

RTI DATABASE UP

DATES

The MICC Enterprise Real Time Interface license, FAL1047798, needs to be loaded in the
license server and the RTI service needs to be configured to perform database updates in
order for the Service Group real time data to be shown on the phone display.

On the server click on the Start menu and start the MiCC Enterprise RTI configuration tool.
On the Service Group tab you can select the groups you want show or leave it as is to show
information for all groups.

In the General tab enable the database updates by checking the Service group Real Time

database Update box:
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Real Time Interface Service Configuration

" Service Groups I Agents | Service Access General |Connection Status |

—General Options

r Local Site

Local Ste 1D: ISeC Server

Update Interval: |5 3: Seconds
— Remate Stes

Reconnect Interval: |3D 3: Seconds
Update Interval: |5 3: Seconds

— Service Groups

v Service Group Real Time Database Update

e =

[~ Disable COM Client Interface

0K I Cancel Help

SQL DATABASE LOCATION

The SQL database location must be entered in the web application configuration file,
solidus_acd.conf, using e.g. Notepad.

1. Start Notepad and open solidus_acd.conf from the location; <MiCC Enterprise installation
path>/Services/Web/SolidusACD/Config

2. Locate the section [DB_Server] and edit the values of the parameters sec_sql_user and
sec_sql_password to match the settings of your system. The entered SQL user needs to
have read access privileges to the nextccdb database.

SYSTEM PARAMETERS

System parameters are configured in the file solidus_acd.conf file. The file is located in the
folder <MiCC Enterprise installation path>/Services/Web/SolidusACD/Config and can be
edited with e.g. Notepad.

Ready After Logon

A system parameter called ready_after logon is used to control the Ready status of an agent
after Logon. The default value is yes, which means the agent will be ready to receive service
calls right after logon, without having to first press the Ready key.

In order to set the agent in Not Ready state after Logon then change the value of the
ready_after_logon parameter to no.

Screen Timeout

A system parameter called screen_timeout is used to set the amount of time (in seconds) the
call information data for Service Calls are shown to the agent on the telephone display. The
default value is 8 seconds. After 8 seconds the display returns to show the standard call
information



MiContact Center Enterprise ACD User Guide

Screen Timeout for Real Time display

A system parameter called screen_timeout_rt is used to set the amount of time (in seconds)
the Real Time queue information is shown to the agent on the telephone display. The default
value is 25 seconds. After this time the display returns to show normal idle information.

Key labels for Logon and Ready keys

Four different parameters are used to configure the Text labels for the Logon/Logoff and
Ready/Not Ready keys. The text label will change depending on the current agent state.

e logon_label this string is shown on the key label when the agent is in Logoff state.
Default values is ‘ACD Logon’

o logoff_label this string is shown on the key label when the agent is Logged on.
Default values is ‘ACD Logoff

e ready_label this string is shown on the key label when the agent is in Ready state.
Default values is ‘Make Not Ready’

e notready_label this string is shown on the key label when the agent is in Not Ready
state. Default values is ‘Make Ready’

Not Ready Reason

A system parameter called notready_reason is used to control whether the agent will be
prompted to select a Not Ready reason before entering Not Ready state. Default value is no.

CONFIGURATION OF THE SIP TERMINALS

The buttons need to be defined on the SIP terminal. There are two ways of doing this. The
terminal can be accessed by a web interface using a web browser or the key settings can be
defined in the configuration file on the SIP terminal Configuration Server.

VIA WEB INTERFACE

Using a web browser, e.g. Internet Explorer, enter the telephone’s IP address in the address
field. The IP address can be found using the buttons on the phone. Press Options and the
Advanced or Admin menu depending on the phone type. You will then be prompted to enter
the password (default is 22222 but could have been changed by your administrator). Then
select network Settings and then IP Address and you should see the assigned IP address.

For example, if your telephone has been assigned IP address 10.10.50.23 the enter
http://10.10.50.23 in the browser’s address field. You will then be prompted for the password
(default is 22222). Enter the password and click OK
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Windows Security @

The server 10.70.128 43 at Aastra 67391 requires a username and password,

Warning: This server is requesting that your username and password be
zent in an insecure manner (basic authentication without a secure
connection).

| admin |

[7] Remember my credentials

[ ok || cance |

In the Web interface, click on Softkeys and XML in the left menu pane.

Status
System Information System Information
Operation
User Password Network Status
Attribute LAN Port PC Port
LA S T
el e e | e e e e
Reset St N, ... L -
Basic Settings Duplex .. Ful ] Full .
Preferences
Account Configuration Hardware Information
Advanced Settings Attribute Value
Network MAC Address: . 00-08-2D-13E85F .
b SIE s A e N
Line 1 Blatfrrm R77Gi Revisinn N

Two buttons should be assigned: one button for Log on/Log off, and one button to make the
agent Ready and Not Ready.

The two buttons shall be assigned to be of Type XML and the labels could be for instance
Logon/Logoff and Ready/Not Ready.

Logon button

The Value shall be assigned the URL for the XML application installed on the MiCC
Enterprise server. If the IP address of MiCC Enterprise server is 10.10.50.12 then a sample
URL could look like this:

http://10.10.50.12/SolidusACD/acd/acd.php?action=logon&extension=$3$SIPAUTHNAME$$&t
enant=-1&oas=1&bl=softkey9&br=softkeyl0&trace=0

Status
System Informaticn Softkeys Configuration
Operation
User Password e ——— ey e
Pnone Lock 1 [ [*] LogoniLogeff  http:/10.10.50.12/Solid
A ogoniLogo 10.10.80.12/Sclidu=
Sofikeys and XML i ?
Keypad Speed Dial bl s el i
Directory 3 N
Reset one El
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Parameters:

e action: set to ‘logon’ for the Logon/Logoff function

e extension: the extension number that the agent will use. Normally this can be set to the
system parameter ‘$$SIPAUTHNAMES$$', which is the Authentication Name set for Line
1. You can also enter the actual phone number if you plan to use another line than Line 1

e tenant: the tenant id for this user. If tenanting is not used then set to -1

e oas: the id column in the oas_server_param table in the nextccdb database. If only one
OAS is used in the system then this parameter should be set to 1

e bl: the soft key number of the Logon/Logoff key (softkeyX). On 68xx and 69xx phones, the
Top Keys (the buttons with LEDs that are located on the left or right hand side of the
display area) should be reference by the parameter topsoftkeyX

e br: the soft key number of the Ready/Not Ready key (softkeyX). On 68xx and 69xx
phones, the Top Keys (the buttons with LEDs that are located on the left or right hand
side of the display area) should be reference by the parameter topsoftkeyX

e trace: setto 1 if tracing should be enabled for this phone. See section Troubleshooting
below for more information about tracing and log files

E/’ Note: Make sure the words softkey and topsoftkey are entered in lower case only.
For instance, entering the bl or br parameters as Topsoftkey will cause the updating of
the LED to fail and possibly other issues as well. A correct entry would be
bl=topsoftkey3.

Example:

http://10.10.50.12/SolidusACD/acd/acd.php?action=logon&extension=$$SIPAUTHNAME$$&t
enant=1&oas=1&bl=softkey9&br=softkey1l0&trace=0

Ready button

The Ready button uses a similar URL, the action parameter is in this case set to ‘ready’ and
there is no need for the oas parameter.

Example:

http://10.10.50.12/SolidusACD/acd/acd.php?action=ready&extension=$$SIPAUTHNAME$$&t
enant=-1&bl=softkey9&br=softkey10&trace=0

Real Time button

The Real time button only uses four parameters. The action parameter should be set to stats
and then tenant and trace parameters should be passed. It includes an optional parameter
called sglist that can be used to restrict the Service Groups that can be viewed. If omitted or
left without any value, the user can view statistics for all Service Groups that are being
reported via the RTI database table. To restrict the viewing enter the names of the allowed
Service Groups as a comma separated list.

Example 1, agent is allowed to view real-time info for Service groups Service, Support and
HelpDesk:
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http://10.10.50.12/SolidusACD/acd/acd.php?action=stats&tenant=-
1&sglist=Service,Support,HelpDesk&trace=1

Example 2 (Agent is allowed to view real-time info for all Service Groups):
http://10.10.50.12/SolidusACD/acd/acd.php?action=stats&tenant=-1&sglist=&trace=1

Incoming call information

An action URI can be configured in order to display call information for incoming service call
to this telephone. To configure this click on the Action URI on the left hand side in the
browser. Enter a URL in the Incoming Call field:

Status
System Information Action URI Configuration
Operation
User Password Event
Phone Lock
o
Sofkeys and XML StartUp
Keypad Speed Dial Successiul Registration
Directory Registration Event
Reset
Basic Settings Incoming Call http://10.10.50.12/SolidusACD/acdfacd php?action=inco I
Preferences Outgoing Call
Account Configuration Offhaok
Advanced Settings e

For example:

http://10.10.50.12/SolidusACD/acd/acd.php?action=incoming&extension=$$SIPAUTHNAMES$
$&callerid=$$REMOTENUMBER$$&callingname=$$INCOMINGNAME$$&tenant=-1&trace=0

Action is in this case ‘incoming’

Synchronization of status

Under certain circumstances the status of the LED for the Logon or Ready buttons can get out
of sync with the actual state in MiCC Enterprise. This could happen for instance if the MiCC
Enterprise server is restarted or if an agent fails to answer a call in time and is forced to Not
Ready status by the system.

In order for the phone LEDs to get back in correct state again, two different mechanisms exist.
1. There is a function on the MiCC Enterprise server that can automatically (based on a

configurable timer) put a Phone Agent back into Ready state if the agent has been forced
into Not Ready state. This option is configured in the System Properties using the

10
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Configuration Manager:

Contact Center System Properties
Open Media i Default Language Path | LDAP Directory
Genersl | Cal | Queue Handing Agent Phone Agent | Repot |  Evmail /SMS

—Agent Group Restrictions

v Use Agent Group for Monitoring

¥ Use Agent Group for Force

[~ Use Agert Group for Messaging

¥ Use Agent Group for Recording Calls
[~ Use Agent Group for Skill Assignmert

Temporary Mot Ready Timer {sec.):

TR T

—Campaign

—

Response Time-out {mm:ss): m .00 :

[~ Power Dialing for Campaign

™ Notify Agent when Monitored

[T Enforce entry of Mot Ready Reason

[~ Use PDNin Dial Diglog

[ Trigger Callback on Presentation

™ Reject DM Logon if Duplicated Phone Agent Logon

[+ Waming when the Last Agert Requests Logout/Not Ready
[¥ Create Text Messages CSV Log

[~ Integrated with Extemal Recording System

™ Force Number Translation for Callbacks

[¥ Prompt Phone Agent at Logon if Duplicated Agent Logon
[ Call Qualfication Code Entry Timeout {sec.): 60

2. Another option is to use the Poll function in the telephone. A URL with action set to ‘poll’

can be configured in the Poll settings in the Action URI settings. The poll frequency can

be set, default is 60 seconds:

http://10.10.50.12/SalidusACD/acdfacd php?action=inco

Settings

hitp:#10.10.50.12/SolidesACDfacd/acd. php?action=pecll! Interval

60

Status
System Information Action URI Configuration
Operation
User Password Event
Phone Lock
Softkeys and XML StartUp
Keypad Speed Dial Successiul Registration
Directory Registration Event
Reset )
Basic Settings Incoming Call
Preferences Outgoing Call
Account Configuration
Advanced Settings Offmook
Network Onhook:
ZiEIEE Connected
Line 1
Line 2 Disconnected
Line 3 XML SIP Nofify
Line 4
Line 5
Line 5 Event
Line 7 Pall
Line 8
Line &
RETED L Save Settings
Mrnfirratinm Cananr

The following is a sample URL for the Poll function:
http://10.10.50.12/SolidusACD/acd/acd.php?action=poll&extension=$$SIPAUTHNAME$$&ten

ant=-1&bl=softkey9&br=softkeyl10&trace=0

3. You can also use the Successful Registration and Disconnected events to trigger the Poll
function. By putting the URL for polling in these fields, an immediate status
synchronization will take place when the SIP phone is registered and as well every time a

call is disconnected:

11
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Status
SEE T Action URI Configuration
License Status
Operation
User Password Bl
Phane Lock Lo
Softkeys and XML Successful Registration hitp:/10.10.50. 12/SolidusACD/acdfacd. php?action=pol | &extensiony
Keypad Speed Dial o
Directory f =t
Reset Incoming Call hittp:/i10.10.50. 12/SolidusACDVacd/acd. phpPaction=incoming&exte
Basic Settings
Preferences Cutgoing Call
Advanced Settings Cfhook:
Network: "
Global SIP Cnhook
Line 1 Conn
:jxi Disconnectad http:/10.10.50.12/SolidusACD/acd/acd. php?action=pol | &extension: I
Line 4 :
Line 5
:jx E Event Settings
Line 8 Pall http:/10.70.128.204/SolidusACD/acd/ac d.php?action=poll &extensii| Interval 0
Line 9
Action URI
Configuration Server Save Settings
Firmware Update e
TLS Support

CONFIGURE SIP PHONE VIA CONFIGURATION SERVER

Instead of using the web interface, the configuration file for the SIP terminal can be edited to
include the MiCC Enterprise ACD settings. The configuration file is residing at the SIP Phone
Configuration Server and is loaded at startup of the SIP terminal. In order to perform the same
configuration as the examples above, put the following entries in the configuration file:

Softkey9 type: xml

Softkey9 label: Logon/Logoff

Softkey9 value: http://10.10.50.12/SolidusACD/acd/acd.php?action=logon
&extension=$3SIPAUTHNAMES$$&tenant=-1&oas=1&bl=softkey9
&br=softkey10&trace=0

Softkey10 type: xml

Softkeyl10 label: "Ready/Not Ready"

Softkey10 value: http://10.10.50.12/SolidusACD/acd/acd.php?action=ready
&extension=3$3SIPAUTHNAMES$$&tenant=-1&bl=softkey9&br=softkey10
&trace=0

Softkey11 type: xml
Softkeyl1l label: "ACD Real Time"
Softkeyl1 value: http://10.10.50.12/SolidusACD/acd/acd.php?action=stats

&tenant=-1&sglist=&trace=1

12
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action uri incoming: http://10.10.50.12/SolidusACD/acd/acd.php?
action=incoming&extension=3$$SIPAUTHNAME$$&
callerid=$$REMOTENUMBER$$&callingname=$$INCOMINGNAME$$
&tenant=-1&trace=0

action uri poll: http://10.10.50.12/SolidusACD/acd/acd.php?action=poll
&extension=$$SIPAUTHNAMES$$&tenant=-1&bl=softkey9&br=softkey10
&trace=0

action uri poll interval: 60

If you want to put the logon, ready and real-time buttons on a different soft keys then change
Softkey9, Softkey10 and Softkeyll above to new key numbers.

On 68xx and 69xx phones, the Top Keys (the buttons with LEDs that are located on the left or
right hand side of the display area) should be reference by the parameter topsoftkeyX. Note
that topsoftkey must be entered in lower case.

13
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USING MICC ENTERPRISE ACD

LOGON

Press the Logon/Logoff button and when presented with the Enter Password: prompt enter
the PIN code/password end press Enter. The LED for the Logon/Logoff button will go off,
indicating that you are now logged on. Depending on if the system parameter is set to also
make you Ready after logon then the LED for the Ready/Not Ready button could also be
turned off, indicating that you are ready to receive service calls.

LOGOFF

While logged on, simply press the Logon/Logoff button again to logoff from MiCC Enterprise.
Both the Logon/Logoff and Ready/Not Ready LEDs will be turned on and you will not receive
any more service calls.

READY

While being logged on (Logon/Logoff LED is turned off) and Not Ready (the Ready/Not Ready
LED is turned on) then press the Ready/Not Ready button to make yourself ready to receive
service calls. The Ready/Not Ready LED will be turned off.

NOT READY

While being logged on (Logon/Logoff LED is turned off) and Ready (the Ready/Not Ready
LED is also turned off) then press the Ready/Not Ready button to make yourself Not Ready.
You will not receive any more service calls and the Ready/Not Ready LED will be turned on. If
the system is set to ask for Not Ready Reasons, the agent will be prompted to select a Not
Ready reason code from a list presented on the telephone display.

INCOMING SERVICE CALLS

When receiving an incoming service call you will be presented with the name of the Service
Group the call came from the calling number and name (if available). You can answer the call
by lifting the receiver, pressing the Answer soft key or by pressing the Line key. The call
information will disappear after a while (default time is 8 seconds).

VIEW REAL-TIME STATISTICS

To view the real time info for Service Groups then press then press the SeC Real Time soft
key on the phone. You will see real-time data for 2 Service Groups at a time on the screen.
Use the arrow keys on the right hand lower side to scroll through the Service Groups.

The data shown per Service Group is:

Que  Number of calls in queue for this Service Group

14
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Wait

Log

Unav
Group

Idle

The actual waiting time for the longest waiting call in the Service Group queue
Number of Logged On agents servicing this Service Group

Number of Logged On and Unavailable/Not Ready agents servicing this Service

Number of Logged On, Ready and Idle agents servicing this Service Group

15
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TROUBLESHOOTING

CCAS COM OBJECT

The MICC Enterprise ACD application is a web service written in PHP and is using the Agent
Service Open API to communicate with the MiCC Enterprise server. If the web service is
installed on another server than the MiCC Enterprise services then the CCAS COM object
must be installed and registered. How to do this is described in Chapter 2 of the Agent
Service Open Interface description

LOG FILE

Logging/tracing can be enabled either for just one telephone or for the whole system. To
enable logging for one telephone change the variable trace to 1 in the URL associated with a
button or function. For example:
http://10.10.50.12/SolidusACD/acd/acd.php?action=logon&extension=$$SIPAUTHNAME$$&t
enant=-1&oas=1&bl=softkey9&br=softkeyl0&trace=1

To enable logging for the whole system then edit the file server.conf stored in the <MiCC
Enterprise install path>/Services/Web/SolidusACD/config folder on the web server. Open the
file in Notepad and set trace =1 and save the file.

The log file is stored in the < MiCC Enterprise install path>/Services/Bin/Log folder. The file
name is MiCC Enterprise_ ACD_<date>.log and a new file is generated each day.
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